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Abstract 
Even though there is a big established IT outsourcing market, one can witness considerable amount of failed projects there. It is 
proven that good relationships between an outsourcing recipient and a provider contribute to the outsourcing success whereas less 
successful relationships increase the cost of outsourcing. The research in this area is mostly focused on either an outsourcing 
provider or more often on an outsourcing recipient, hardly considering both sides of the outsourcing relationships simultaneously. 
Moreover, there is no study on the importance of the determinants of the IT outsourcing relationships which takes into 
consideration both parties. In this research we are presenting the determinants of the IT outsourcing relationships. Moreover, we 
are evaluating the importance of the IT relationship determinants in the case study of the relationships between one outsourcing 
provider and one outsourcing recipient by using interviews as a data collection method and a content analysis as a data analysis 
method. The new findings can be used for the enhancement of the relationships between the outsourcing recipient and the 
provider, to improve the service deliveries to the end users and ultimately to contribute to the outsourcing success. 
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1. Introduction 
Outsourcing is defined by [1, p.199] as “the provision by an outside company of products and/or services that 
implement functions or activities of the user organization”. As we have noticed outsourcing as a practice has first 
appeared in the late 1970s [2] with Kodak who was a pioneer in this area [3,4]. Since that time outsourcing as a 
business practice has grown considerably. In fact the Gartner group has estimated that the global IT outsourcing 
market would have reached $273.6 billion by the year of 2012 [5]. A company can outsource a production of goods 
or a performance of a service [6]. Moreover organizations can outsource system development, system operations, 
help desk, systems, databases and application management, desktop and network support in the domain of IT [7]. 
Furthermore, a company may turn to outsourcing in order to obtain an application service provision or a business 
process outsourcing [8]. Despite being a polemical statement in scientific literature, several studies confirmed that 
companies turn to outsourcing if their financial performance and outcomes are worse than on average in their 
industry [8]. Therefore, a prevailing reason to outsource is to cut costs [2,9,10]. Among other reasons to outsource 
researches name service improvement, migration to a newer technology, access to a wider range of technical 
expertise, targeting on core competencies in-house versus outsourcing non-core competences to an outsourcing 
provider whereas just a few companies are exploiting outsourcing strategically [8]. 
Concerning IT outsourcing this will always involve two participants: an outsourcing provider and an outsourcing 
recipient and in which the outsourcing provider delivers IT outsourcing products or services to its customer that is an 
IT outsourcing recipient. A connection between an IT outsourcing recipient and a provider is called IT outsourcing 
relationships. Henderson [11, p.8] defines a relationship as “a long-term commitment, a sense of mutual cooperation, 
shared risk and benefits, and other qualities consistent with concepts and theories of participatory decision making”. 
Relationships between the outsourcing provider and the outsourcing recipient formed with their first meeting and are 
evolving dynamically throughout the duration of the outsourcing contract. 
Scientific research in the field of IT outsourcing demonstrated that good relationships considerably contribute to 
the success in the IT outsourcing [4,12,13]. In addition, unsuccessful relationships raise the cost of outsourcing with 
70% compared to successful relationships [14]. Therefore, it is vital to understand what factors contribute to the 
successful relationships. 
Some scientists [8,15] use a term determinants and other scientists [16] use a term influential factors in order to 
describe relationships between an outsourcing recipient and a provider. We consider and use the terms determinants 
and influential factors as synonyms. Swar et al. [13] define a determinant as a factor which determines or influences 
outsourcing relationships whereas Qi and Chau [4, p.866] describe a determinant as a factor that has “a determinant 
effect” on the relationships between the outsourcing recipient and provider. Moreover, Lee and Kim [12] define a 
determinant as a factor affecting the relationship. Therefore, in this paper the determinant of IT outsourcing 
relationships is defined as a factor which influences, affects or determines outsourcing relationships or their 
outcome. 
Despite of having an immense outsourcing market, more than thirty years of practicing, experience and scientific 
research in this area [8], there is a considerable amount of failed projects [4,17] and “no quick fix” to be successful 
in the IT outsourcing in general and in the outsourcing relationships in particular [8, p.142]. In order to succeed, an 
outsourcing recipient should continuously assess what can be outsourced, to whom it can be outsourced, how to 
draw up an outsourcing contract and finally, how to manage relationships effectively [18]. An outsourcing provider 
should look for outsourcing recipients aimed at tactical or strategical outsourcing because it will promote the 
development of the outsourcing provider capabilities [19]. 
The research in the area of IT outsourcing relationships is often done from an outsourcing recipient perspective 
[4,12,13,15,16,20] or based only on theoretical modeling [21]. There is a lack of research that considers both parties 
of outsourcing relationships with a few exceptions like studies done by Fleming and Low [22] and Claybaugh and 
Srite [14] which are considering outsourcing relationships from both the outsourcing provider and the recipient 
points of view. 
In the above mentioned context, the current study fills in the gap in the scarce practical research of the IT 
outsourcing relationship determinants from both an outsourcing provider and a recipient perspective. The research is 
done in two Swedish companies where one company acts an outsourcing provider and another company is an 
outsourcing recipient. Both companies have expressed their interest and wished their names to remain confidential 
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that is why we will further refer to the outsourcing recipient as a company A and the outsourcing provider as a 
company B. 
The authors have identified and prioritized the outsourcing relationship determinants in these two companies 
during the post-contract stage of their relationships. The results of the study will help those companies who wish to 
enhance their relationships with their IT outsourcing providers. The subsequent sections of the paper are covering 
the relevant theoretical aspects in the research domain, the research methodology and finally a discussion of the 
results of this research and conclusions. 
2. Research Background  
2.1. Outsourcing Theories 
Based on eleven IT-outsourcing theories presented in the study of Gottschalk and Solli-Saether [3] we have 
identified keywords that can be considered as possible relationship determinants in the IT outsourcing relationships. 
The Table 1 summarized these keywords found in the correspondent theories and it is the first step in the process of 
construction of relationship determinants for IT outsourcing relationships. 
     Table 1. Keywords related to each theory which governs outsourcing relationships. 
Nr. IT Outsourcing Relationship Determinants Related Outsourcing Theory 
1 Cooperation between a client and a vendor Contractual theory, Partnership and alliance theory 
2 Shared values and objectives Partnership and alliance theory 
3 Trust Partnership and alliance theory, Social exchange theory 
4 Regular and open communication Partnership and alliance theory, Relational exchange 
theory, Stakeholder theory 
5 Flexibility and adaptation Relational exchange theory 
6 Commitment Relational exchange theory, Social exchange theory 
7 Satisfaction Social exchange theory 
8 Risk sharing Agency theory 
9 Development of creativity Theory of firm boundaries 
 
As we can see from the Table 1 the majority of determinants are found in two theories: partnership and alliance 
theory and relational exchange theory. Also the determinants such as cooperation, trust, communication and 
commitment are named in the theories most frequently. This first set of nine determinants from Table 1 is an initial 
construct of IT outsourcing determinants. By reviewing more literature later we will complement this set of 
determinant with determinants identified in other studies, as shown in the next subsection. 
2.2. Outsourcing Relationship Determinants 
There are several studies which considered outsourcing relationship determinants from different points of view. 
The research of Lee and Kim [12], Kern and Willcocks [23], Mao et al. [20], Swar et al. [13], Qi and Chau [4] 
showed that the relationship quality between the outsourcing provider and the recipient is one of the critical factors 
in the IT outsourcing success. Even though the researchers considered relationships from different aspects, like 
public versus private sector, relationships from provider versus recipient perspective, no attempt was made to 
consider a whole set of the relationship determinants from the outsourcing provider and the recipient perspective 
simultaneously. Taking relationship determinants extracted from the outsourcing theories (Table 1), previously 
mentioned researchers and also the studies of Claybaugh and Srite [14], Lee et al. [16], Lane and Lum [15], we 
designed a set of the IT outsourcing relationship determinants shown in Table 2. 
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     Table 2. A set of IT outsourcing relationship determinants. 
Nr. IT Outsourcing Relationship 
Determinants 
Source in the Literature Definition of Determinant 
1 Trust [3,4,8,12,13,15,16,20,21,23] 
 
“The firm’s belief that the other company will perform 
actions that will result in positive outcome for the firm, and 
will not take unexpected actions that would result in 
negative outcomes for the firm” [3, p.224] 
2 Communication quality [3,4,8,12,13,14,20,21,23] “Degree of accuracy, timeliness, adequacy, and credibility 
of communication process between partners” [12, p.57] 
3 Knowledge and information 
sharing 
[4,8,12,13,16,20,23] “Degree to which critical or proprietary information is 
communicated to one's partner” [12, p.57] 
4 Commitment [3,4,12,14,21,23] “An exchange partner believing that an ongoing 
relationship with another is so important as to warrant 
maximum efforts at maintaining it” [3, p.118] 
5 Cooperation [3,8,13,21,23] “A spirit of working together by firms on complementary 
activities with the objective of achieving mutual benefits” 
[13, p.462] 
6 Cultural compatibility [12,13,20,23] “An extent to which the parties can coexist with each 
other’s beliefs on values, behaviors, goals and policies” 
[13, p.463]. 
7 Conflicts handling [13,15,21,23] “The extent to which disagreements are replaced by 
agreement and consensus” [13, p.464] 
8 Shared values and objectives [3,20,23] Degree to which partners share common values and 
objectives 
9 Shared benefits and risks [3,12,15] “Degree of articulation and agreement on benefit and risk 
between partners” [12, p.36] 
10 Flexibility and adaptation [3,13,20] “A bilateral expectation of willingness to make adaptations 
as circumstances change” [13, p.463] 
11 Satisfaction [3,21,23] “A positive affective state resulting from the appraisal of 
all aspects of a firm’s working relationship with another 
firm” [23, p.332] 
12 Business and mutual 
understanding 
[12,13,15] “Degree of understanding of behaviors, goals, and policies 
between partners” [12, p.36] 
13 Mutual dependency [8,12,21,23] “A relationship in which participants perceive mutual 
benefits from interactions” [12, p.38] 
14 Top management support [12] Is a support from top executives to “overcome the 
inevitable divergence of interests between participants” and 
“to share an understanding of the specific benefits of 
collaboration” [12, p.38] 
15 Confidentiality [13] “Avoiding disclosure of data or information to 
unauthorized or unwanted person” [13, p.463] 
16 Participation [12] “Is a remedy when there is conflict, frustration, and 
vacillation in the group [12, p.35] 
 
The above mentioned determinants are placed in the Table 2 according to the frequency of their citation by the 
researchers. For example, trust was mentioned ten times in the research papers whereas participation and 
confidentiality only once. These determinants are further used during the data collection phase to construct the 
interview questions and during the data analysis phase as a coding scheme for data analysis. 
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3. Research Method 
The research strategy we have applied in this study is case study research strategy in order to identify and 
prioritize IT outsourcing determinants in the relationships between the IT outsourcing recipient and the IT 
outsourcing provider. For this purpose and based on the literature review, we have constructed a set of sixteen IT 
outsourcing relationship determinants (Table 2). This set of determinants was used as an outline for the interviews. 
Consequently, the data was collected through five interviews which were carried out in June 2013 among three 
decision-makers from the outsourcing recipient (company A) and two decision-makers from the outsourcing 
provider (company B). All the interviewees in these two companies had more than 7 years of experience in IT area. 
The interviews were recorded, transcribed and analyzed. Information about the interviewee, positions in the 
company, the date and duration of the interview are presented in the Table 3. The two companies A and B are 
Swedish companies and thus this is considered a case of domestic outsourcing. Moreover, the companies were in the 
post-contract stage of their IT outsourcing relationships, which lasted for more than three years. In order to achieve 
data triangulation, we also considered internal documents, protocols and contracts from companies A and B in the 
data collection.  
     Table 3. Information about the interviewee company and their position in the company, and the date and duration of 
interview. 
Interviewee Company Position Date Duration 
Interviewee 1 Outsourcing recipient Service Delivery Manager 2013-06-04 01:01:45 
Interviewee 2 Outsourcing recipient Contract Manager 2013-06-04 00:54:06 
Interviewee 3 Outsourcing recipient Strategic Outsourcing Manager 2013-06-07 01:21:05 
Interviewee 4 Outsourcing provider Service Delivery Manager 2013-06-10 01:24:25 
Interviewee 5 Outsourcing provider Head of Service Delivery Management 2013-06-10 01:38:27 
 
In order to analyze the data obtained during the interviews we have used content analysis method that was 
applied as a structured method. According to Denscombe [24, p.237] the following steps should be done in the 
content analysis: 
x “Choose an appropriate sample of text or images. 
x Break the text down into smaller component units. 
x Develop relevant categories for analyzing the data. 
x Code the units in line with the categories. 
x Count the frequency with which these units occur. 
x Analyze the text in terms of the frequency of the units and their relationship with other units that occur in the 
text”. 
As the first step of the suggested method we have chosen the five interviews as the samples of text to analyze. 
The interview transcripts were divided into paragraphs during the second step which Bhattacherjee [25] called 
unitizing. During the third, coding step, we have constructed a coding scheme which contained the determinants of 
the IT outsourcing relationships from Table 2. As the forth step of the content analysis method of Denscombe [24], 
we have found the correspondent codes of the coding scheme in the interview transcripts. As a fifth step, we have 
counted how many times all these codes were mentioned in the interviews transcripts. Finally, as the sixth step, we 
have analyzed the context where these codes were named and also the relationships between these codes. 
During the interviews each of the interviewees ranked the importance of each of the sixteen determinants of the 
IT outsourcing relationships by assigning each determinant a value between 1 and 5 where 1 corresponded to less 
important and 5 corresponded to the most important determinant (Likert scale). The average ranking calculated for 
each determinant served as an input to rate the importance of the determinants. The results of the data analysis are 
presented in the next section. 
593 Anna Vorontsova and Lazar Rusu /  Procedia Technology  16 ( 2014 )  588 – 597 
4. Results and Analysis 
In accordance with the application of content analysis method and as a last step of the procedure of Denscombe 
[24], we have calculated the frequency of the occurrence of each IT outsourcing relationship determinant in the 
interview transcripts. The results are presented in Table 4. 
     Table 4. Frequency of concurrency of each IT outsourcing determinant in the interviews. 
Code Category of the analysis Frequency of the determinants’ concurrency in the interviews 
Interviewee1 Interviewee2 Interviewee3 Interviewee4 Interviewee5 Total  
01 Trust 18 22 13 15 31 99 
02 Communication quality 21 10 17 15 22 85 
03 Knowledge and 
information sharing 
10 9 6 11 13 49 
04 Commitment 15 22 11 15 16 79 
05 Cooperation 18 8 5 9 17 57 
06 Cultural compatibility 5 9 12 8 6 40 
07 Conflicts handling 17 7 12 15 12 63 
08 Shared values and 
objectives 
5 6 14 12 9 46 
09 Shared benefits and risks 12 8 18 11 20 69 
10 Flexibility and adaptation 14 9 8 13 18 62 
11 Satisfaction 8 16 11 11 13 59 
12 Business and mutual 
understanding 
13 6 9 9 9 46 
13 Mutual dependency 4 18 16 15 8 61 
14 Top management support 5 11 24 13 8 61 
15 Confidentiality 7 8 6 7 6 34 
16 Participation 4 5 3 5 2 19 
 
The frequency of using of each determinant varies from 19 times for the determinant Participation to 99 times for 
the determinant Trust with an average frequency of 58 times per determinant. Further we will consider briefly each 
determinant. 
Trust. All the interviewees agreed that trust is a vital component of the successful outsourcing relationships. 
However, the level of trust varied during the outsourcing lifecycle from a high level during the contract signing 
stage of the relationships to a low level after the post-contract stage and decreasing afterwards due to the 
cooperation between parties and the performance results. Moreover, according to the interviewees, trust was 
established on the organizational level but lacked on particular individual’s level. Trust can be gained by having a 
clear action plan to eliminate difficulties in the outsourcing relationships. Even though the sides would turn things to 
their advantage, it is necessary to find a win-win balance in the outsourcing relationships. 
Communication quality. The interviewees mentioned that the quality of communication varied in different areas 
and depended on individuals involved in the outsourcing relationships. They agreed that communication should not 
be overlooked and considered as important in the outsourcing relationships in order to work together efficiently. 
Knowledge and information sharing became more successful in this particular outsourcing relationships with the 
advance of a governance model which framed a structure for knowledge and information sharing on different levels 
of the outsourcing relationships. Moreover, it is required to be transparent towards each other and also not to hide 
any issues. 
Commitment. Interviewees distinguished commitment on organizational and on individuals’ levels where the 
latest one depends on particular individuals involved in the outsourcing relationships. Overall, commitment is 
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especially important in multivendor relationships or in the case when one of the companies is considerably bigger 
size than the other company. 
Cooperation. Both companies cooperated well at this stage of their relationships which was necessary to solve 
arising issues and adjust to changing environment.  
Cultural compatibility. Generally the one side of the outsourcing relationships considered that the other side 
knew nothing about their partner’s corporate culture. However, 4 out of 5 interviewees did not consider this as an 
obstacle in the outsourcing relationships. 
Conflict handling. Conflicts can be handled if both sides are willing to resolve the conflict. The governance 
structure enhances conflict resolution allowing to solve them on an appropriate organizational level whereas top 
management support makes it more efficient. 
Shared values and objectives. The interviewees had different views and a lack of unanimity about shared values 
and objectives of the outsourcing relationships as well as about the importance of shared values and objectives in the 
outsourcing relationships. 
Shared benefits and risks. The opinions about the risks and benefits sharing diverged between interviewees even 
though they agreed that it was hard to balance risks and benefits both in a contract and in reality. 
Flexibility and adaptation. The outsourcing provider was flexible and adaptable while this was applied to a 
smaller extent to the outsourcing recipient. All five interviewees considered that flexibility was not as important as 
adaptation.  
Satisfaction. The companies were satisfied with their relationships on the organizational level while the 
satisfaction of the end-user of the outsourcing recipient was growing. However, the importance of satisfaction varied 
in the options of the five interviewees between crucial to less important but balanced with its cost. 
Business and mutual understanding. It is more important for the outsourcing provider to understand other party 
than vice versa especially when it comes to a business and organizational structure to provide a better service for the 
customer. Therefore, the outsourcing provider thought that it was more important to have business and mutual 
understanding compared to the outsourcing recipient. 
Mutual dependency. The outsourcing recipient was more dependent on the outsourcing provider than vice versa. 
Both parties in the outsourcing relationships were content with the balance of their dependency on each other. 
Top management support. All the interviewees felt top management support from their outsourcing partner side 
but had different opinions about the top management support of their own company. Moreover, the interviewees on 
the strategical level put more weight on the top management support than interviewees from the operational level. 
Confidentiality. None of the interviewees felt that the confidentiality of information was an issue in their 
outsourcing relationships however they could hardly recall how it was regulated by the contract. Interestingly that 
the outsourcing recipient put less weigh on the importance of confidentiality in the relationships compared with the 
outsourcing provider. 
Participation. All the interviewees had a positive view on the participation in the outsourcing relationships and 
considered it quite important. 
The interviewee 3 emphasized the importance of particular individuals in the relationships, saying that depending 
on people involved in the outsourcing it could become a failure or a success. The interviewee 5 mentioned 
transparency between partners as an important part of the relationships. Based on the suggestions of the 
interviewees, there are two more possible determinants of the outsourcing relationships: individuals and 
transparency. 
4. Discussion and Conclusions 
A ranking of the determinants coming from each interviewee and the importance of the determinants based on the 
average ranking of all five interviewees as explained in the end of the Section 3 are presented in Table 5.  
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     Table 5. The determinants of the outsourcing relationships and their importance. 
Determinant Interviewees ranking Average ranking Importance 
1 2 3 4 5   
Top management support 4,0 5,0 5,0 5,0 5,0 4,8 1 
Trust 5,0 4,5 5,0 4,0 5,0 4,7 2 
Commitment 4,5 4,5 4,5 4,5 5,0 4,6 3 
Cooperation 4,5 4,5 4,5 5,0 4,0 4,5 4 
Communication quality 5,0 4,5 3,0 4,0 5,0 4,3 5 
Knowledge and information sharing 4,5 4,0 5,0 4,0 4,0 4,3 5 
Conflicts handling 4,0 4,0 5,0 4,0 4,0 4,2 6 
Confidentiality 4,0 5,0 2,0 5,0 5,0 4,2 6 
Participation 4,0 5,0 4,0 4,0 4,0 4,2 6 
Business and mutual understanding 3,5 4,0 3,0 5,0 5,0 4,1 7 
Satisfaction 5,0 4,0 4,0 3,0 4,0 4,0 8 
Shared benefits and risks 5,0 4,0 2,0 5,0 3,0 3,8 9 
Shared values and objectives 5,0 4,5 1,0 5,0 3,0 3,7 10 
Flexibility and adaptation 3,5 4,5 3,0 3,5 3,0 3,5 11 
Mutual dependency 5,0 4,0 2,0 3,0 3,0 3,4 12 
Cultural compatibility 3,0 3,5 1,0 3,0 3,0 2,7 13 
 
As we could see in Table 5 there are some determinants, like Business and mutual understanding and 
Confidentiality that have turned out to be more important for the outsourcing provider and other determinants, like 
Satisfaction, for the outsourcing recipient. We have also noticed that the top management support has shown to be 
more important on the strategical level compared to the operational level. Furthermore we have found that the least 
important determinant is Cultural compatibility which could have been influenced by the fact that these two 
companies are sharing a similar culture. In the case of offshore outsourcing, the importance of culture in the 
relationships may be higher whereas other determinants may become less important. It is also interesting to notice 
that the amplitude of the difference in the assessment of some determinants is high. For example, the interviewees 
have ranked Shared values and objectives between 1 and 5 which can be explained that they have different views on 
the subject. On the other hand, the interviewees have agreed in ranking Top management support and Commitment. 
The interviewees also suggested two completely new determinants which are Individuals and Transparency. 
In line with the conclusions of this research, Lacity et al. [8] likewise considered that the top management 
support is a critical success factor in the IT outsourcing relationships. Other researchers also have stated that trust, 
open communication and information sharing, mutual dependency and cooperation can conduct to higher probability 
of the outsourcing success [8] whereas the interviewees ranking of these factors were again between 4,3 and 4,7 out 
of 5,0 that are confirming the findings from the research literature. However, mutual dependency have been ranking 
to be 3,4 therefore a further research might be needed to find out the reason for this discrepancy. In their research 
Lee and Kim [12] have concluded that partnership quality in outsourcing relationship is determined by participation, 
communication quality, information sharing, age of relationships, mutual dependency and top management support. 
Consequently, we can see that five out of seven determinants are also ranked as 4,2 and above and are also 
important in these IT outsourcing relationship while age of relationship is not considered in the research and mutual 
dependency is ranked rather low (3,4). Furthermore Lee and Kim [12] have determined that a higher degree of 
mutual dependency implies lower degree of outsourcing relationship quality which contradicts to our findings where 
the better quality of relationship corresponds to a higher degree of mutual dependency. Moreover Claybaugh and 
Srite [14] have demonstrated on their model of information technology vendor-client relationship that 
communication, commitment and individuals are important components contributing to either good or bad 
relationships confirming the findings of our research and the statement of one of the interviewees. Qi and Chau [4] 
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have also investigated the relation between contract and relationship dimensions and the IT outsourcing success and 
have indicated that such relationships determinants as trust, commitment, communication quality and knowledge 
sharing are significant for relationship dimension. Furthermore, Swar et al. [13] have found that cultural 
compatibility has a strong impact on the relationship quality in public sector which is inconsistent with our finding. 
Possible explanation here is that the cultural difference between the companies is insignificant due to the fact that 
both companies are Swedish companies and thus cultural compatibility has a minor importance. 
Based on the data obtained from the interviewees and the conducted analysis, we extracted some lessons learnt. 
First of all, it is important for the IT outsourcing recipient to delineate clearly and in details their expectations and 
scope of the service delivery and for the outsourcing provider to ensure accurate understanding of customer 
requirements and to have synchronization between sales and delivery teams. Secondly, both sides of the outsourcing 
relationships will profit from being aware and focused on the outsourcing purposes of each other. Therefore, it is 
beneficial to establish a mutual goal with the outsourcing relationships. Thirdly, it is important to clearly define 
structure, forms and channels of interaction between the outsourcing recipient and the provider in the initial stage of 
the outsourcing relationships. These three lessons learn are basically paramount success factors in IT outsourcing 
[26]. Finally, since the outsourcing always involve two sides, it is worth investing in improvement of outsourcing 
relationships because both parties would only benefit a lot from having productive relationships. 
A theoretical outcome of the study is a contribution to the base of knowledge about the determinants of the IT 
outsourcing relationships both from the outsourcing recipient and the outsourcing provider perspective based on the 
empirical research. In addition, the findings can be used by researchers in other related studies or to validate their 
research. 
A practical outcome of the study is a tool for practitioners to diagnose the IT outsourcing relationships in order to 
identify weak areas that require attention or further improvements in the relationships between the outsourcing 
recipient and the provider. 
A social outcome of the study is a higher degree of awareness about the determinants of the IT outsourcing 
relationships which in its turn leads to enhancement in the relationships between the outsourcing recipient and the 
provider, to delivery of the better services to the end users and in the end contribute to the outsourcing success. 
Since two new determinants were discovered during the interviews, further research can involve studying these 
new determinants in addition to the initial set of the sixteen determinants of the IT outsourcing relationships from 
the outsourcing recipient and the provider perspective and also placing the two new determinants according to their 
importance in the new set of the eighteen IT outsourcing relationship determinants. This would enhance the extent 
of empirical finding of the research and can be conducted based on the findings of the study by applying the same 
research strategy and method. 
Furthermore, a generic importance of the determinants from both the outsourcing recipient and the provider 
perspective can be studied in order to reinforce the findings throughout the generalization of the research results. 
This would significantly improve the research value and will raise the interest within the IT community. This 
research can be approached with involvement of dyadic organizations on a large scale. 
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